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The process of defining and understanding knowledge 
is directly concerned with creating, storing and 
sharing the knowledge at various levels within the 
organization. With a strong and established theoretical 
base on the theory of knowledge, this paper presents a 
model that describes and interconnects knowledge 
processes to reflect the production and revenue of an 
organization.  
 
The model leads to an effective productivity as opposed 
to any breakdown followed by an operational and 
trustworthy knowledge transfer. The model 
demonstrates an understanding of how to validate the 
social information through knowledge management 
systems and apply it to the organization by enhancing 
its value to the customers and professional working 
within it.  
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In this paper, the idea of Social Information System 
(SIS) is integrated with the concepts of Knowledge 
Management Systems (KMS) withy the view to 
increase the production followed by a reflection in the 
increase in the revenue of an organization. Here the 
social knowledge is extended that it characterizes the 
social values of the people in and outside organization. 
Social values contain the political information, social 
structure, corporate memory and knowledge dynamics 
of an organization. (S.M.F.D. & B.T. Sayed, 2005). 
SIS is a one-step-ahead of its kind that it processes 
stochastic data, unstructured text, unpredictable forms 
of inputs that the technologies required to build such 
system are not available as ready-made. SIS deals with 
social knowledge that is extracted mainly from the 
community dialogues and actions. Social information 
within knowledge management includes the concept of 
the interactions between an organization and its social 
environment. Today, consumers, investors and other 
stakeholder groups want social and ethical points of 
view to be an integral part of the entire process of 
producing and delivering goods and services. This 
desire to give equal consideration to social, 
environmental and economic developments 
corresponds to the basic requirements that underpin the 
concept of prolonged development. A wide variety of 
concepts are being discussed within the context of the 
social orientation of organizations. Among them are 
business ethics, value management, corporate social 
responsibility or social accountability. In this paper the 
author claims that the integration of SIS with KMS will 
lead to a reduction of costs, reduction in the 
development time and thus increasing the productivity 
which ultimately reflects in the increase in revenue.   
 
To start with in this paper a description on Social 
Information, Customer Requirements, Knowledge 
Management Systems and short description on 
Revenue, Productivity have been highlighted followed 
by the Integration of social information with 
knowledge management systems and Advantages of 
integration. The author then presents a Model and 
Description of the proposed system followed by the 
Conclusions and Future work. Finally the References 
have been cited.  
 
 
2.0 SOCIAL INFORMATION (SI) 
Where as current research on knowledge management 
systems maintenance has mainly focused on 
motivational aspects and incentives such as monetary 
reimbursements, norms and social issues, or 
organizational arrangements little attention has been 
given to the design specific approaches (Hahn, 2000). 
In this paper the idea of social information is extended 
to the design, coalescing and execution stage that it 
practically characterizes and evaluates the social values 
of the employees and the requirements of customers. 
Social information represents the knowledge that is 
extracted mainly from the community dialogues and 
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actions. This could be achieved through social 
gatherings, chats, emails, questionnaires, etc. As such 
other learning artifacts such as text documents, videos, 
pictures are also part of the media that has social 
information embedded in them. It captures social 
dialogue as the main data source to be processed into 
several types of extractions such as the politics in the 
organization, the social network of the individuals and 
groups, the communication style and the participatory 
profiles. (S.M.F.D. & B.T. Sayed, 2005).     
 
3.0  KNOWLEDGE MANAGEMENT 
SYSTEMS 
The researches tells us that the most successful 
organizations follow a structured, more formal, and 
systematic approach, to knowledge management. As 
formulated by several commentators the knowledge 
based theory of the firm postulates that services 
rendered by knowledge resources such as organization 
culture and identity, routines, policies, systems, 
documents and individual employees from the basics 
for achieving competitive advantage.(Grant R.M., 
1996).  The term knowledge management is used to 
describe everything from the application of new 
technology to the harnessing of the individual capital 
of an organization. Knowledge management is 
concerned with the exploitation and development of the 
knowledge assets of an organization with a view to 
furthering the organizations objectives. The knowledge 
to be managed includes both explicit, document 
knowledge and tacit, subjective knowledge. 
Management entails all of these processes associated 
with the identification, sharing and creation of 
knowledge. This requires systems for the creation and 
maintenance of knowledge repositories, and to 
cultivate and facilitate the sharing of knowledge and 
organizational learning. In this paper the knowledge is 
rooted in a social context. 
Employees today are the greatest assets for any 
organization and their views, values and knowledge to 
prosper an organization has always been realized for 
the success of an organization. Knowledge 
management could be defined in many terms. In terms 
of business the knowledge management system keeps 
track of what key/senior employees know? What they 
need to know? Their feedbacks on the entire life cycle 
in the organization and then accumulating this 
knowledge to build prosper and lay a strong foundation 
to the organization. Knowledge management could also 
be defined in terms of customers’ feedback on the 
product, services, support, and other factors reflecting 
the business of an organization in terms of the 
customers. In this paper knowledge management is 
considered in both the ways reflecting back from the 
views of employees as well as the customers focusing 
more on the customer requirements. Organizations that 
succeed in Knowledge Management are likely to view 
knowledge as an asset and to develop organizations 
norms and values which support the creation and 
sharing of Knowledge. (Rowley, 2000)     
 
 
4.0 CUSTOMER REQUIREMENTS 
 
Many customers offer their requirements in the form of 
a solution which includes statements of ideas, new 
concepts or suggestions, for product or service 
features.(Anthony W. Ulwick, 2003). Identifying the 
needs of a customer before the organization invests in a 
new product or service is known as customer 
requirement. The process of capturing the customer 
requirements by any means, either be a voice or an 
interview or a detailed questionnaire, it is very obvious 
that they use their own language to put up their 
requirements, which is not appropriate for the creation 
of breakthrough products and services. It is extracted in 
the form of stochastic data, unstructured text; 
unpredictable forms of inputs and the technologies 
required to build such system are not available as 
ready-made. However technically for a system to 
evaluate those needs there is a need to have standard 
statements together with a data dictionary that 
evaluates the customer needs and requirements and 
allow use to input those requirements to produce a 
better value and successful product. It is very important 
that the customer requirements be captured through 
capturing the criteria customers use to measure the 
value of a solution rather than ideas for creation of the 
solution itself. Requirements and expectations may 
reflect the potential needs, price, quality, the type of 
use (seating capacity, small, big etc.), expenses (e.g. 
petrol, diesel, gas, others), colors, the look, the size, 
spare parts value, insurance costs, safety, reliability, 
resale value, performance, comfort, maintenance, 
proud of the product, national/international customer 
service support, Installments interest rates, etc. 
5.0 REVENUE AND PRODUCTIVITY 
For an organization, Revenue is the total amount of 
money received by the company for services provided 
during a certain time period. It also includes all net 
sales, exchange of assets; interest and any other 
increase in owner’s equity and is calculated before any 
deduction on expenses. Net income can be calculated 
by subtracting expenses from revenue. In terms of 
reporting revenue in a company's financial statements, 
different companies consider revenue to be received, or 
"recognized", different ways. For example, revenue 
could be recognized when a deal is signed, when the 
money is received, when the services are provided, or 
at other times.  
 
Productivity could be counted as the amount of output 
per unit of labor, equipment, and capital). There are 
many different ways of measuring productivity. For 
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example, in a factory productivity might be measured 
based on the number of hours it takes to produce a 
good, while in the service sector productivity might be 
measured based on the revenue generated by an 
employee divided by his/her salary. 
 
 
6.0 THE INTEGRATION OF SI WITH KMS. 
 
Knowledge systems must acknowledge and coexist 
alongside existing social processes and organization 
culture. Ignoring such issues and overestimating the 
power of rationale thinking is likely to lead to failure. 
(Stenmark, D. & Lindgren, R. (2004). A clear 
definition and understanding of knowledge is essential 
in order to manage knowledge. The process of defining 
and understanding knowledge is directly concerned 
with creating, storing and sharing the knowledge at 
various levels within the organization. With a strong 
and established theoretical base on the theory of 
knowledge, this paper presents a model that describes 
and interconnects knowledge processes to reflect the 
revenue of an organization. The model suggests that if 
all processes in the knowledge transfer model are 
operational and trustworthy, then knowledge transfer 
would be much effective leading to increased 
productivity as opposed to any breakdown in one or 
several of the knowledge transfer processes in the 
model, in which case the knowledge transfer would be 
degraded.  
 
The model demonstrates an understanding of how to 
validate the social information through knowledge 
management systems and apply it to the organization 
by enhancing its value to the individuals and 
professional working within it. Software development 
and implementation are knowledge management 
processes, and are essentially concerned with creating 
and moving abstract concepts through a chain of 
individual roles until their ultimate codification into 
programming rules and data definitions. The system 
could therefore be used in general as a guideline to 
congregate customer requirements followed by an 
increase in revenue within the organization.  
 
This paper proposes five steps to capture and 
implement the social information with the knowledge 
management system are socially analyzing the 
customer’s and employees requirement, planning on 
acquired data, designing on the acquired data, 
executing and coalescing with KMS. The process of 
capturing the social information and knowledge could 
be through emails, chats, voices, questionnaires, 
seminars, interviews and documentation assessments. 
Requirements and expectations of the customer may 
indirectly reflect the potential needs of the customers, 
price of the product, quality, reliability, appearance, 
performance etc. On the other hand social views of the 
key employees, their comments, and suggestions based 
on their past experience within the company or outside 
need to be considered. Ultimately these requirements 
and views need to be sorted, filtered and arranged to fit 
the system requirements in KMS. The requirements 
could be stored as short statements with a tremendous 
use of data dictionary to keep the consistency within 
the system. At a later stage the sales of the product 
could be enhanced through the methods of road shows, 
presentations, social gatherings, demo invitations etc. 
This will confirm that the customer has found a 
product in the market which is within their 
expectations, desires and values. In context to this 
paper a KMS without SI would mean that there are less 
social opportunities for people to correspond face to 
face. It may also involve social, cultural and language 
differences. Because of time and space constraints 
there is a loss of physical interaction and contextual 
cues between the organization itself and the customers. 
These problems could result in lack of trust and 
making people difficult to share their views and values 
and collaborate with others. The importance of trust in 
an online community is that the trust can only exist 
between people who are not complete strangers to each 
other. Trust is hard to establish if people have not 
worked together previously. (Handy, 1995). Once the 
system is trustworthy then the customers will be 
automatically focused and that creates a long term 
reliability in the system.                  
The integration of social information could be done at 
any time with any of the existing knowledge 
management systems as it is known that software 
unlike any other fields could be comparatively and 
easily reconstructed followed by a change in the 
structure or root itself. Though the change may develop 
some complications but when predicted the benefits in 
the long term then these complications would not be a 
big deal to solve within the process.  
 
 
7.0 ADVANTAGES OF INTEGRATION 
It is widely recognized that contributions from all 
organizational members are an important prerequisite 
for successful KM systems. (Hahn, 2000). As the 
concept of KMS is clear that it cultivates the gathered 
information from customers  and produces a compiled 
version of the gathered information through which the 
organization itself would improve the product 
reflecting the quality, increase the reliability of the 
product, revises the values of the product and 
ultimately increases the sales which reflects the 
increase in production. This paper propose that if the 
social values of customer and key employees are added 
to the KMS then the process will integrate into the 
rhythm of the management and social performance 
would become one of the major tasks of the 
management which would develop the following 
followed by a successful turnover in the business: 
• Parameters of the system value creation would 
be increased. 
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• It will give rise to new perspectives for old 
problems; solutions to innovative problems 
could be defined. 
• Enhance the central parameters of the 
performance and the whole process of 
integrating the social values into the internal 
system would be inevitable. 
• It will reflect the management to consider the 
social impacts of the customers and the 
employees, leading to an effective and 
positive working environment within the 
organization.  
It is very important that the system goes into the 
customer’s life cycle since customers, due to 
certain circumstances, may change to another 
company. The reason to these change may lead to 
several criteria’s like poor customer support, poor 
service, non reliability, heavy maintenance, non 
performance, poor quality etc. To identify this 
feedback will help to improve customer 
relationship through knowledge management 
integrating with social information of the 
customer. As the social values of customers plays 
a vital role in the business, in a long run the 
organizations would find themselves among the 
successful in the business trends.     
 
8.0 MODEL OF THE PROPOSED SYSTEM 
 
The proposed system is interconnected in five stages 
namely Analysis, Planning, Design, Coalescing and 
Execution. Each of them is broadly described as shown 
below: 
 
Please refer to Figure 1 and Figure 2 for pictorial 
representation of the stages. 
 
8.1 Analysis: Analyzing the needs of customers 
together followed by the opportunities in the market, 
impending profitability, costs and available resources. 
The process starts with Identifying and clarifying the 
objectives of the customers followed by identifying the 
general requirements in terms of mission and product 
features from each of the customer’s perspectives. 
Each customer’s view of the product should be patched 
up with the executive goal into one summary. The 
interaction of the product with users, other products or 
systems, and the organization should be defined. 
Concur on business justification, time box, and cost 
box for project leading to a preliminary business plan. 
All the ways in which the customer’s will interact or 
use the new product would be determined. Collect 
samples of desired inputs and outputs from the 
customers. Stick to business processes first, and then 
drill down for data needed and known. Prioritize the 
use cases by collective user preference and risk. 
Validate and review the use case scenarios. Organize 
the use cases, constraint, assumptions, and other 
requirements into a rigorous software requirements 
specification. 
 
8.2 Planning: The social strategy focus, legal 
compliance, relevant social impacts, objectives and 
actions are to be assessed. Followed by the preliminary 
plan, the final business plan need to be confirmed, 
which contains cost/benefit analysis, social impacts, 
objectives and action to be assessed and a high level 
preliminary design would be produced. The plan 
should then be reviewed which contains costs, 
schedules, test plans, and personnel committed. This 
signature document is essential to project success, and 
is signed by the entire project team, including the 
executive sponsor. Perform acceptance testing on pre-
production and post-production releases of the product.  
 
8.3 Designing: Based on the planning focusing the 
customer requirements and the employee’s views the 
system would be designed keeping all the effective 
social values into consideration. It could include the 
real parameters in the form of price of the product, 
quality, reliability, appearance, performance etc. On 
the other hand social views of the key employees, their 
comments, and suggestions based on their past 
experience within the company or outside need to be 
considered. This process would include the key 
employees   within the organization; turnover, 
documentation and effective communication have to be 
initiated. A real picture of the customer’s requirement 
and feel, the employee’s specification should be 
derived. It happens that the need statements of the 
customers could be vague and ambitious making it 
difficult to design a product that fits all the standards 
and requirements.   
 
8.4 Coalescing: This process merges the social 
values of the customer and the key employee’s views 
with knowledge management realizing an effective 
execution of the KMS. Once the social information is 
coalesced with the knowledge management the 
valuable information that an organization receives is 
quite practical and trustful that could be used to cater 
the methods for the new products to be released, 
ensuring the customer that its values has been 
considered and the product would be reliable and 
consistent as per their expectation.         
 
8.5 Execution: This stage relates to the performance 
of the system. The final system could be published on 
an organizations web site and other medias focusing 
the customers view towards it. As the system receives 
further information from the customers it should be 
updated with relevant answers on the new product. 
Simultaneously the new product could be 
manufactured followed with the new specifications and 
be promoted in between the customers but with a full 
fledged marketing of its reliability, appearance, 
maintenance, and other relevant criteria’s. Cater the 
 50 
new customers with relevant and precise executed 
information. 
 
As the researches in KMS shows that an organizations 
ability to apply its knowledge heavily depends on its 
social factors this contribution of integrating social 
information with KMS would result to a positively 
formatted working environment leading to a successful 
trend in today’s business.     
 
As the organization implements the culture of KMS 
with SI the following could be taken into consideration 
to achieve effective and valuable results: 
.  
* Sufficient finance is provided for the process to be 
implemented. 
* Employees are taken care so that they provide 
valuable keys and ideas which is a very important 
factor for the success of the system within the 
organization. 
* A well maintained marketing strategy of the system 
to be performed.  
* Customers are made aware of the concepts so that 
they could spare their valuable time to recognize and 
appreciate the system.  
* As the system is in process capture the information 
provided by the customers so as to continue with the 
phases.  
* Form a steering group to handle the operations. 
* Select the approaches that match the organization 
culture and strategies. 
* Establish the targets and time lines. 
* Assign responsibilities to the employees to create the 
culture. 
* Assign responsibilities to take care of the customer 
values. 
* Mark the rewards and off target awards.  
* Extend the working hours of the employees by 
allocating them relevant or better benefits. 
* Extract maximum efforts to put up the system into 
practice. 
* These should be followed and achieved by a well 
prepared targeted plan. 
* Jobs should be handled and assigned to professional 
and experts in the respective areas. 
* Every single comments from key employees and 
customer feedback should be taken into consideration 
before taking any decision.  
* New products released, during the process, should be 
effectively marketed followed by demonstration, 


















































































































Figure 2: Key points on proposed system 
9.0 DESCRIPTION OF THE PROPOSED 
SYSTEM 
 
It is very important that the organization captures the 
criteria by which the customer measures the values of 
the product as opposed to capturing their ideas towards 
the creation of the product. The process starts with 
analyzing the customer’s requirements and the key 
employee’s values. Let me focus this concept through a 
practical and self experienced example of automobile 
in the Indian market. The author has realized that 
companies produce good cars in the market but the 
sales target may not be achieved or the business may 
not come up as desired by the manufacturers. Being 
known that in India the cost of the fuel being too high, 
the country being made up of middle class peoples in 
the majority, in cities the lack of parking and congested 
parking area, people being bothered on the 
maintenance and support issues which reflects back in 
the resale value, after sales effective support and so on. 
After the studies the fact would be that most of the 
people exempting high class peoples (for whom it is 
not a big deal and who are least as compared to the low 
class or middle class category) could not afford buying 
and maintaining a high value car. The traffic system 
also being not as advanced as that of European or 
Middle east countries the chances of a new vehicle 
being with small accidents, scratches and so on are 
very high. Apart from all these the tear wear of the 
roads are more due to climate conditions and other 
factors. Keeping all these factors in view it could be 
quite difficult for a high value car to survive or prosper 
in the Indian market. Professionally monitored the 
survey of the Indian market may reveal that this 
business could be a successful one but considering 
social feedback of the people on these issues they 
would prefer a car with low value, small in size, more 
reliability, less maintenance, less value on spare parts 
and accessories, more fuel mileage, excellent  customer 
support and service, etc. It could be noted that most of 
the people in India own two wheelers because these 
conditions apply on the two wheelers. There may not 
be much variance on their views in this regard. Now a 
days the same set of people own small car as they 
found that comparatively owning a two wheeler and a 
small car with all these advantages makes no much 
difference and at the same time it is useful in their day-
to-day life. If the social values of the customers are 
considered then for an organization to achieve the 
target would not be that challenging as compared to the 
challenge faced without social values.                                 
 
The key employees values in an organization also 
reflects back the important issues on their knowledge 
through out the employment in the company in the 
sense what they know? What they would like to know? 
What would be their comments and suggestions for the 
improvement of the organizations growth? What 
strategies the organization should follow to improve 
the business? And so on. These feedbacks should be 
* Identify Customer Requirements. 
* Identify the values - key 
employees. 
* Concur on business justification, 
time and cost constraints. 
* Identify the preliminary plan. 
* Keeping business processes 
evaluate the data needed. 
* Validate and Organize the use 
* Assessing the social strategy 
focus, legal compliance, relevant 
social impacts, objectives and 
actions. 
* A tremendous consideration of 
social impacts, objectives to be 
applied. 
* A high level preliminary design to 
be produced. 
* A final plan with all the available 
* Real parameters in the form of 
quality, appearance, performance 
etc. need to be considered. 
* Social views of the key 
employees, their comments, and 
suggestions to be practically 
measured. 
* Organ. turnover, documentation 
and effective communication have to 
* The key employee’s social views 
and customer social requirements to 
be merged. 
* A set of valuable and trustful 
information to be extracted. 
* New products to be evaluated.  
* Ensuring that the product would be 
reliable and consistent as per the 
expectation of the customer. 
* Evaluate the performance of the 
system. 
* Publishing the final system into 
the website or other relevant medias. 
* New products to be released and 
further evaluated with customer’s 
feedback. 
* Cater the existing and new 
customers with the relevant and 







taken considering the social values of the employees, 
who in turn would draw a clear and effective picture as 
a response to all these questions.    
 
Followed by the analysis of the customers and key 
employees requirements the next stage would be 
planning. Here planning refers to sorting and filtering 
the gathered information and produce a specification, 
plan for a product which could comply with these 
specifications. The plan should be drawn effectively 
keeping these specifications and at the same time 
considering the drawbacks and negative issues too for 
the organization, if any that occurs. Later the plan 
could be refined keeping all the issues in tact and 
followed by the design of the product. The design of 
course should be capable of taking these specifications 
as it is drawn from the planning, keeping all the 
technical and professional criteria’s into consideration. 
The design should then be coalesced with KMS to 
setup a full fledged system that integrates social 
information with knowledge management and 
ultimately will be executed. This integration would 
definitely lead to many advantages as described earlier 
and in addition it will help to perform effective 
operations like maintaining customer response to the 
system, reduce the operational and other occurring 
costs, it could be made integrated to other software 
solution systems, provides accurate answers to the 
customers which they are really looking for, maintain 
and attract the existing group of customers, increased 
and efficient support and service, etc. 
In terms of merging the social information system with 
an existing knowledge management system the liability 
with respect to cost, time, and effort should almost be 
nullified by the management. Budgets are usually 
planned for the new features to be added, but the cost 
of integration of these new features or modules into the 
existing system, which is considerably high, 
recurrently goes unbudgeted. It is very important to 
note that technical risks might be condensed if the 
responsible person could maintain direct contact with 
well informed customers which may result in keeping 
the persons effort informed of market directions. This 
may be achieved by gaining enough confidence to be 
able to approach existing, reliable and socially valued 
customers to discuss the criteria’s that are related to the 
goals . Tacit knowledge (that resides in peoples brains) 
and explicit knowledge (that remains in the 
organizational documents and systems). Both are 
available in electronically and on hard version and are 
usually found in any research paper related to 
knowledge management.  Implicit Knowledge (Gamble 
and Blackwell, 2002) that is located in an organizations 
processes, procedures, products or services is hereby 




10. CONCLUSIONS AND FUTURE WORK 
 
This paper focuses the current researches in the field of 
KMS and the importance of integrating SI with KMS 
within an organization.  The author propose that the 
innovation of integrating social information system 
with knowledge management systems would lead to 
reduction in costs and development time followed by 
an increase in quality and definitely reflect in the 
positive turnover of an organization in terms of the 
increase in production and revenues. The topic in this 
paper is undoubtedly an interesting and important topic 
as knowledge management with social information 
would enhance the organizations vision.   
Though it is clearly interesting and important further 
future work need to be corporated. The author needs to 
further study if any major drawback exists on 
integrating the concept of SI with KMS through real 
case studies, exploring KMS tools and techniques in 
more detail and evaluating the results from the studies. 
A systematic initiative to identify, capture and transfer 
the knowledge of those needs to be developed so that 
the organizations could bridge the breach successfully.    
 
 
11. JUSTIFICATION FOR INTEGRATION 
OF SIS AND KMS 
 
As this paper focuses on the Knowledge Management 
System that, when, integrated with the social values of 
the employees and the customers leaves behind a 
leading edge for the organizations growth and success 
in a long run, the author justifies it through the 
following: 
* It is widely recognized that contributions from all 
organizational members are an important prerequisite 
for a successful KMS. Thus KMS is highly dependant 
on group activities which in turn relies on social, 
motivational, economical and political factors that 
changes overtime.    
* Since knowledge is an increasingly valuable resource 
in today’s organizations and if KMS tend to fail it is 
quite obvious that social factors that impinged strongly 
at the grass-roots levels were not considered. 
* Employees whose expectations are included in 
decision-making processes tend to be more motivated, 
more loyal and more productive. Employee 
commitment to the company is reinforced, creativity 
and productivity are increased. 
* According to a German study, social criteria are 
becoming more and more important for customers. 
* Researches have been proved that the market value of 
companies with a high ethical and social profile is 
rather higher than the value of comparable companies 
without the same. 
Thus the author feels that it is essential while designing 
knowledge management systems to consider the human 
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